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As required by the General Agreement on Trade in Service of the WTO and 
Financial Service Agreement formulated in 1997, within 5 years of China’s entry into 
the WTO, it shall abolish the restrictions in region and customer on foreign banks’ 
RMB businesses so that they can offer all kinds of personal financial business of 
commercial bank. In light of the internal situation of state-owned commercial banks, 
they fall far behind foreign banks whether in management mechanism, administrative 
mode or capital scale, talent mechanism or credit degree. At the same time, 
state-owned commercial banks have always been stressing wholesale business while 
neglecting the investment in personal financial business, so they have to suffer from 
weak concept of competition, insufficient experience in competition and limited 
ability to compete. Therefore, when the profit of wholesale business has been falling 
constantly, state-owned commercial banks badly need to actively develop personal 
financial business so as to survive and grow. 
However, for a long time, state-owned commercial banks have formed the 
process of personal financial business on the basis of department and product, which 
has greatly hindered the development of personal financial business in our country’s 
commercial banks. It has become a vital and urgent task for the personal financial 
business departments of state-owned commercial banks to expedite the reform of 
process, enhance business innovation, market response and customer relation 
management ability, and improve core competitiveness in an all-round way. 
On the basis of the BPR theories and methods of modern enterprises and banks, 
this paper attaches importance to analyzing and looking back upon both the problems 
existing in the personal financial business process of ICBC and the related 
restructuring activities, proposes that ICBC set up a process “centering on customers”. 
It also suggest that the existing process be innovated and reformed from seven aspects, 
namely, market orientation, customer value, organizational setup, customer service 















paper forecasts the effect of BPR on the personal financial business of ICBC and the 
reasons for possible failures, and elaborates the points for attention of BPR. 
 














目  录 
 
目    录 
第一章  选题的背景、意义和研究方法·············································1 
第一节  选题的背景···························································1 
第二节  选题的意义···························································7 
第三节  研究的方法···························································9 
第二章  商业银行业务流程再造·················································10 
第一节  业务流程再造的含义及其原则···········································10 
第二节  商业银行业务流程再造·················································11 
第三节  国有商业银行个人金融业务流程再造的原则·······························13 
第三章  工商银行个人金融业务流程再造诊断····································15 
第一节  工商银行个人金融业务流程发展现状·····································15 
第二节  花旗银行个人金融业务················································19 
第三节  个人金融业务流程存在的主要问题······································21 
第四节  工商银行个人金融业务流程再造的条件··································22 
第四章 建立“以客户为中心”个人金融业务流程·································26 
第一节  建立统一的客户视图··················································26 
第二节  以顾客价值为主导进行流程再造········································29 
第三节  基于个人金融业务流程再造的组织再造··································31 
第四节  建立差异化的优质客户服务流程········································35 
第五节  化整为零的业务营销··················································42 
第六节  企业级客户信息系统的开发············································45 
第七节  引入作业成本制度····················································49 
第五章  个人金融业务流程再造的评价··········································52 
第一节  业务流程再造的预期效果··············································52 



























 Table of Contents 
 
 
Table of Contents 
 
Chapter 1 Background, Significance and  
Methods of research                             1 
Section 1 Background of topic                              1 
Section 2 Significance of topic                          7 
Section 3 Methods of research                              9 
Chapter 2 BPR of Commercial Banks                          10 
Section 1 Meaning and principle of BPR                     10 
Section 2 BPR of commercial banks                          11 
Section 3 Principles of personal financial BPR in 
state-owned commercial banks                             13 
Chapter 3 Diagnosis of Personal Financial BPR 
 in ICBC                                         15 
Section 1 Present situation of personal financial  
Business  process development in ICBC          15 
Section 2 Personal financial business of City Bank         19 
Section 3 Main problems with personal  
financial business process in ICBC               21 
Section 4 Conditions for personal financial BPR in ICBC  22            
Chapter 4 Establish A Personal Financial Business Process  
Centering on Customers                            26 
Section 1 Establish a unified view of personal customers    26 
Section 2 Orient BPR towards customer value               29 















Of personal financial BPR                       31 
Section 4 Establish a differentiated service  
process for quality customers                     35 
Section 5 Business marketing that  
gathers parts into a whole                        42 
Section 6 Develop an enterprise-grade customer  
information system                               45 
Section 7 System of operation cost                         49 
Chapter 5 Evaluate Personal Financial BPR                  50 
Section 1 Expected result of BPR                           52 
Section 2 Points for attention of BPR                      53 
Conclusion                                               55 
Reference                                                56 















第一章  选题的背景、意义和宗旨 
 1
第一章  选题的背景、意义和宗旨 


























                                                        




























































大银行的贷款结构中，个人贷款业务贷款比重在 1985 年占 15%，但到了 1996 年
这个比重已经上升到了 30%。这是国际上普遍性的一个规律，即个人贷款的比重
一般都占到 30%，高的能占到 50%。现在美国 5 万亿的按揭贷款中，零售业务占
了 2万 5千亿美元。 
从利基市场上看，个人金融业务已经成为了商业银行重要的利润来源。花旗












资料来源：花旗集团 2004 年年报 
 
















表 2：2004 年美洲银行利润构成      单位：亿美元 
部门 利润 利润占比 
零售银行 65.5 46% 
企业金融 28.3 20% 
投资银行 19.5 14% 
投资管理 15.8 11% 
其他 12.3 9% 











美洲银行零售银行与全行平均 ROE 对比情况）。 
 
表 3：2002-2004 年花旗集团各事业部门利润走势      
单位：亿美元 
事业部门 2002 2003 2004 
全球消费金融 83 95 118 
企业及投资金融 32 54 20 
全球财富管理部 15 13 12 
全球投资管理部 8 11 13 
资料来源：花旗集团 2002－2004 年年报 
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表 4：2001-2002 年汇丰银行总利润和个人业务利润走势     
单位：亿港币 
年度 总利润 个人业务利润 
2001 346.35 127.73 
2002 336.61 135.82 
资料来源：汇丰银行 2001－2002 年年报 
 
表 5：2001-2004 年美洲银行零售银行与全行平均 ROE 对比情况 
年度 零售银行 全行平均 
2001 26% 14% 
2002 33% 19% 
2003 42% 22% 
2004 20% 17% 










年来我国经济经济增长持续保持在 9%以上，未来 20 年内中国经济还要翻两番。
从 1978 年到 1996 年，中国居民的年均储蓄存款增长超过了 30%。在经历了 1997
年和 2000年居民储蓄存款的连续下降之后，2001年居民储蓄存款增长开始加快，

















。预计 2005 年末，我国居民储蓄存款要达到或超过 15 万亿元，
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